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ATTACHMENT A 

SBC RESPONSE TO JOINT COMPETITIVE INDUSTRY GROUP (JCIG) “ORIGIN OF 
METRICS” 

INTRODUCTION 

In this proceeding, SBC and other ILECs have submitted evidence of burgeoning competition for 
special access services’. There are approximately 1 800 CLEC networks in the 150 largest MSAS, 
which encompass nearly 70% of the US Population! In response to this competition, SBC has 
worked closely with its customers to monitor and resolve service quality issues as they arise, and 
through service improvement plans, which SBC previously described in its submissions in this 
docket? These plans include negotiated performance measures, standards and tariffed 
remedies . In this environment, mandatory service quality requirements are not only 
unnecessary, but also counterproductive because they would co-opt market-based solutions, 
increase providers’ (and therefore customers’) costs, and, if applied only to ILECs. distort 
competition. 

Nevertheless, JClG continues to press for comprehensive special access service quality 
requirements applicable only to ILECs. Their proposal is unprecedented in its scope and goes 
well beyond any requirements the Commission previously has adopted to address the risk of 
discrimination, even in a monopoly environment. It also would be enormously burdensome to 
implement, requiring changes to many ILEC  system^.^ Indeed, the passion with which JClG and 
its supporters argue that JCIGs plan should apply only to ILECs belies their claims that the 
measures they propose would impose little burden on ILECs. Worse yet, in submitting its 
proposal, JClG failed to explain why the measures it proposed were necessary or to show that 
they are reasonable, and therefore that the benefits of their plan in any sense justified their costs. 
Indeed, WorldCom conceded in its Triennial Review comments that it often buys Special Access 
service from the ILECs instead of alternative vendors because they provide more timely 
provisioning and/or superior service.6 

The Commission apparently agrees that JClG did not adequately support its proposal, and 
therefore asked JClG to provide additional information and evidence to explain the problem each 
measurement is designed to address, the business impact of the purported problem, the way in 
which the measurement solves the problem, and the burden on ILECs. On June 18, JClG 
submitted its re~ponse.~ 

I See SBC Comments in this docket filed 1/22/02 at 8-10, citing Special Access Fact Report 

See UNE Fact Report atSachment to SBC Comments filed April 5,2002 in CC Docket No.01-338, at 1-3. 

3 .  id, pages 11-13, for a description of SBC‘s service assurance guarantees. 

See Attachment C for a summary of SBC’s service assurance guarantees. 

SBC would be required to collect, disaggregate, repon, and respond to inquiries in a rigid, regulated 3 

manner. SBC expects that its own costs would be similar to those recently estimated by Qwest and Verizon 
in this docket, that is, in the millions for personnel, process and systems changes. Furthermore, the 
development of uniform national PMs may cause lLECs to alter business processes, driving documentation, 
training and management costs in order to ensure collection of all reportable data. 

Comments of WorldCorn in CC Docket No. 01-338, filed April 4,2002 at 16. “...the CLEC has not 
demonstrated that i t  can provision service in a timely manner or that its service quality meets Worldcorn’s 
standards.” 

’ JClG Letter to Dorothy Amood, Chief, Wireline Competition Bureau, Attachment A (June 18,2002) 
(“Origin of Metrics” or “Origin”). 
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JCIGs submission fails to respond to the Commission's request. Rather than submitting hard 
evidence or detailed analyses to justify the measures it proposes, it continues to rely on 
anecdotes and vague and conclusory allegations regarding the "problems" each measure is 
intended to address, the bases for the m e y e s  and standards it proposes, and the likely burden 
on ILECs of implementing the measures. Moreover, JCIG fails to acknowledge the role of lXCs 
and CLECs themselves in the "problems" it identifies, ignores the wealth of existing market-based 
solutions for resolving service quality issues, and fais to explain why, in many cases, its own 
members could not track much of the data it seeks. SBC analyzes each of the measures JClG 
proposes in more detail below." 

Before commenting on each proposed measure, SBC must address JCIG's oversimplification of 
the burden of these reports. While SBC provides reports to its customers on both a standard and 
customized basis, these are commercially agreed upon and not subject to the rigidity that 
regulation imposes. SBC's customers generally have expressed satisfaction with its reporting. 
SBC would have to make numerous changes to its reporting design, impacting both processes 
and systems, and possibly impacting previously agreed upon reporting as mentioned above. For 
example, in some cases, SBC does not track or report information at a customer level. Customers 
usually have multiple accounts (especially in light of the high level of IXC and CLEC mergers) and 
programming different combinations for all customers would be an enormously complex 
undertaking that would create a constant, ongoing need for system or program alterations. 
Instead, SBC tracks such items at an aggregate level for management and self-improvement. In 
addition, JClG over-simplifies ILEC systems capabilities. SBC has attached a set of process and 
systems flow charts to illustrate the complexity of its ordering, provisioning and maintenance 
processes." JClG also ignores that many of these systems are designed around industry 
standards (e.g., Ordering and Billing Forum or OBF), which are created cooperatively by ILECs, 
CLECs and IXCs, and some modifications would need to be made by outside vendors such as 
Telcordia, for systems such as TIRKS, PlCS and WFA. JCIG's statements regarding the burden 
of implementing these measures would be far more credible if its members were willing to abide 
by the changes themselves. 

In light o f  JClC's and other proponents o f  i ts plan's failure to offer anything other than unsupported 8 

accusations in support of their claims in this docket, JCIG's recent assertion that the "record in this 
proceeding is  replete with unrebutted evidence of the incumbent LECs' continued failure to provide 
interstate special access in a timely, non-discriminatory manner" is greatly exaggerated. Letter o f  JCIG to 
Michael K. Powell, Chairman, Federal Communications Commission (August 9,2002) ( J U G  August 9 
Letter). 

For example, lXCs and CLECs can and do track FOCs that have not been received within the expected 
receipt interval (i .e. ,  JIP-SA-2, FOC Receipt Past Due). Typically, wholesale customers work with SBC to 
compare data of this nature to ensure data integrity, identify problems and their root cause and coordinate 
resolution. The same i s  true o f  many o f  the other measures JCIG proposes. Given that lXCs and CLECs 
can track these data, JCIG has not explained why the Commission should impose mandatory data collection 
and reporting requirements on ILECs. 

9 

In i ts comments and reply comments, SBC explained why self-effectuating remedy plans, such as JCIG's 
Proposed Enforcement plan, are unlawful, and will not reiterate those comments here. SBC notes, however, 
that, for reasons SBC already articulated, and those stated in Qwest's recent en parte, JCIC's most recent 
iteration of i ts  plan fares no better, and must be rejected. See JClG Letter to Michael Powell, Chairman, 
FCC, Attachment A (June 18,2002). 

See Process Flows, Attachment B 

10 
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SBC is disappointed that some of its wholesale CLEC and IXC customers, which privately have 
expressed their appreciation to SBC for its efforts to work cooperatively to resolve special access 
service quality concerns, assert here that "efforts to negotiate with the incumbent LECs to improve 
their performance have not been successful."'2 As stated above, SBC has worked extensively 
with its wholesale customers on an operational level to identify and resolve service quality issues. 
As a result, SBC has implemented service quality measures and standards that address the three 
areas identified as most critical by its wholesale customers: on-time delivery (OTD), frequency 
failure (FF) and mean time to restore (MTTR). It also has implemented customer-specific 
performance reporting (where requested) to monitor service quality, and meets regularly with its 
customers to resolve jointly prioritized issues. In addition, SBC has worked with its wholesale 
customers to address a variety of performance inhibitors that are wholly beyond SBC's control, 
such as customer not ready situations, lack of access to premises. the need for clean ASRs, and 
meet-point controls. Moreover, in response to customer requests, SBC has made numerous 
process changes to better meet customer needs, including streamlining the FOC process by 
conducting a facility check only in certain, limited circumstances. In light of SBC's demonstrated 
performance and service improvement efforts, there is no basis for imposing one-size-fits-all 
service quality requirements. 

In the following pages, SBC notes its concerns regarding each of JCIG's proposed measures, 

'* JCIG August 9 Letter at 2. 

SBC Critique of JCIG Special Access Proposal August 15,2002 Page 4 



Orderinq and Provisioninq General Business Rules or Exclusions 

JCIGs Position: 
"Projects are included in these measures as the ILECs should be able to provide FOC Due 
Dates for projects in a timely manner." 
"'Unsolicited FOCs' ... 'cancelled ASRs', and 'record ASRs' are also excluded from these 
measures" 

SBC's Position: 
SBC provides timely FOCs as a matter of policy, enabling the wholesale customer to care for its 
end-user customer. 
4 Projects are defined as such and excluded from normal order flow because of their scope and 
sensitivity. As part of the project process, SBC typically checks facilities and negotiates a 
schedule of due dates in advance of receiving the ASRs, allowing both SBC and the wholesale 
customer to effectively and efficiently manage the work load and avoiding the 'pig in a python' 
effect on normal operations. JClG fails to demonstrate how project activity does not meet market 
needs today and why projects require the same FOC process as non-project orders. 
4 SBC agrees with JClG that tracking non-customer-affecting behavior is unproductive. 
4 JClG does not allow the needed flexibility for service that does not fit mass product models 
such as projects, OC(n) service or new construction. All of these require extensive advance 
negotiation and do not have standard intervals due to their scope or extenuating network 
challenges, and should not be counted in any standardized measurements at all, much less 
included and tracked as a disaggregation. Such services are negotiated, often with extended 
installation intervals and often to match delivery to customer readiness. In many cases, special 
design and special construction are required. Coordinated meetings with the CLECAXC are 
extremely critical to meeting turn-up dates. In the case of higher speed services, SBC may pre- 
order equipment based on a letter of intent from the CLEC/IXC without an ASR being issued, in 
order to meet turn-up dates that may not be firm. Should OC(n) services be measured, SBC 
would be forced to wait for the ASR prior to starting any type of work or equipment pre-ordering on 
the job. This would lead to longer installation intervals and service delays to the end-user 
customer. The JClG proposal would restrict service arrangements to inflexible and often 
unrealistic standards. 
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Ordering: JIP-SA-1 FIRM ORDER CONFIRMATION fFOC) RECEIPT 

JCIG's position: 
JClG suggests a standard of 98% FOCs to be received within 2 business days for DSO and 
DSI and within 5 days for DS3. 
It claims average response times for clean ASRs are at times as high as 10 or more business 
days. 
"Business customers have also reported that they have received faster notification when 
ordering directly from the ILEC. 
JClG anticipates that the ILEC will, at a minimum, conduct an electronic facilities check. 
JClG calls for a separate diagnostic to record ASRs that are withdrawn at ILECs request 
because of lack of facilities or other reasons. 

SBC's position: 
SBC's FOC performance contradicts JCIGs claims and substantiates SBC's position that its 
service is competitive. JClG has not provided data to support its position that a nationwide 
problem exists or that its proposed measure and standard are reasonable or necessary to ensure 
competition. 

SBC regularly issues (without a facility check) 95% of FOCs within 24 hours of receiving a 
clean ASR for DSO and DSI  service^'^ and issues 90% of FOCs within 72 hours of receiving a 
clean ASR for DS3 services. '' In cooperative, operational discussions, SBC's customers have not 
indicated that these performance levels are unacceptable, nor have they complained about the 
lack of pre-FOC facility checks for DSO and DSI services. Indeed, as discussed below, SBC 
specifically excluded facilities checks from the ordering process for DSO and DSI services in 
response to customer requests and in order to accelerate the return of a FOC. 
+ SBC is committed to non-discriminatory service and cannot respond to JCIGs implied 
allegations of discrimination because JClG has provided no evidence to support its claim that 
businesses have reported that they received faster notification when ordering from ILECs. In any 
event, JClG has not established that any delay in notification to CLEC customers is not due to 
delays or problems in the CLECs' own systems, processes or execution. 
+ Through many years of cooperative process refinement with its wholesale customers, SBC 
eliminated facility checks on DSOlDSl because facilities typically were available and the facility 
check delayed FOC issuance. SBC's confidence in meeting the committed delivery date even 
without the time consuming facility check is backed by its various provisioning warranties. This 
allows SBC to notify the carrier sooner of the committed date so that they may in turn assure their 
customer. SBC will provide a facility check on DSO and DSI services where customers request it; 
however, SBC does not include such orders in the statistics above. SBC conducts electronic 
facility checks on DS3 and OC(n) services and for projects. 
+ 
SBC's policy does not allow a company representative to request that a customer withdraw their 
ASR for any reason. Consequently, any withdrawals are at the customer request and measuring 
withdrawal requests would be a meaningless reflection of SBC's service quality. 

JCIG's separate diagnostic -to capture ASRs that are withdrawn at ILEC request- is pointless. 

Except for SNET and Nevada Bell, which perform a facility check on DS1 orders prior to issuing a FOC. 

These statistics apply to wireline services. Special access services for wireless have unique provisioning 

13 

challenges. 
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Orderina: JIP-SA-2 FOC RECEIPT PAST DUE 

JCIG's position: 

SBC's position: 
As with JiP-SA-1, SBC's FOC delivery is sufficient to meet its customers' needs as noted in 
operational discussions. Again, JClG has provided no data to support their position that a 
nationwide problem exists or that their measure and standard are reasonable. JClG differentiates 
this measure from JIP-SA-I by dis-aggregating delays into intervals but, again, SBC's missed 
FOC behavior does not warrant this level of regulated analysis. Last, JCIGs suggested measure 
places providers in double jeopardy by penalizing the ILEC twice if it misses the standard, 
regardless of the level of miss. Any measure that contains a standard is potentially subject to 
remedies. The formula and standard for this measure are redundant with JIP-SA-1, as they are 
the mathematical inverse of each other (2% vs. 98%). JClG broadly suggests that un-FOC'd 
ASRs enter some sort of 'black hole' and that ILECs are unresponsive to customer concerns 
about FOC delivery SBC also internally tracks orders pending FOC response to limit their volume 
and to insure they are promptly addressed. A web page is totally dedicated to that function. SBC 
proactively delivers all FOCs, regardless of whether they are timely or delayed. SBC is motivated 
by a variety of factors including revenue generation, customer satisfaction and avoiding extra 
costs resulting from customer escalations over the delayed or missing FOG. Today, SBC does not 
track the number of ASRs in open queryheject status, because these have not been a high priority 
in operational discussions with customers. JClG has not explained why CLECs themselves could 
not track this data. 

A standard of less than 2% past due would ensure any outstanding FOCs are kept at a 
manageable level. 
Issues with ILECs "can mean that ASRs simply are not replied to." 
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Orderinq: JIP-SA-3 

JCIG's position: 

OFFERED VERSUS REQUESTED DUE DATE 

JCIG proposes a regulated seven-day installation interval for DSO and DSI and 14 day 
installation interval for DS3s and plans to measure only those requests that exceed the ILEC's 
standard interval. 
JClG further proposes diagnostic data distributions of 0 Days, 1-5 Days, 6-10 Days, 11-20 
Davs, 21- 30 Davs. 31-40 Davs. and > 40 Davs. 
JCiG'claims ILECS often igndre requested d ie  dates, and that it is often impossible to order 
facilities 30 days in advance of the requested due date, due to existing ILEC systems. 

SBC's position: 
SBC designed its processes and systems to allow customers to specify delivery dates wherever 
possible and its customers generally find SBC's practice acceptable; JCIGs allegations do not 
apply to SBC. In addition, JClG comments provide no data that would enable the Commission to 
conclude that the "problem" they identify is national in scope, and requires Commission action. 
For example, they do not identify which ILECs ignore requested due dates and how often. 
t SBC currently offers standard intervals on DSO (IO business days) and DSI (5-7 business 
days, depending on the region). In AIT and SWBT, a single DS3 is provisioned in 15 business 
days where facilities exist. 
and SBC.'' JCIGs attempt to apply a nationwide standard ignores the regional practicalities of 
providing special access service. Service providers must retain the right to adjust standard 
intervals to meet unique conditions, such as unprecedented demand, natural disasters and 
reasonable facility shortages. 
t SBC does not 'often ignore a requested due date'. SBC's ordering systems are programmed 
to grant all customer desired due dates (CDDD) for services when the CDDD is equal to or 
greater than the standard interval as published in the SBC Standard Interval Guide. This includes 
those requests for service more than 30 days in advance. Should the requested due date be 
shorter than the standard interval, SBC accommodates the request where possible and charges 
an expedite fee, consistent with its tariffs. 
t Once again, JCIG does not explain why CLECs could not track this data themselves. 

In all other cases, the intervals are negotiated between the customer 

See SBC 13-State Interval Guide, Attachment D. I 5  
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Provisioninq: JIP-SA4 ON TIME PERFORMANCE IOTP) TO FOC DUE DATE 

JCIG's position: 
JClG proposes that ILECs meet the committed due date 98% of the time and implies that 
100% on time delivery should be reasonable since the ILEC confirmed the date on the FOC. 
"ILEC performance in this area is very inconsistent, however, and the due date is often 
missed." 
"ILECs can and do take advantage of CNR situations by counting CNRs as though the ILEC 
has met the proposed installation date when, in reality, the ILEC technician may not have 
shown up." 

SBC's position: 
+ SBC provisioned on time greater than 90% during 2001 and has steadily improved to the mid- 
to-high 90% range in 2002. While SBC has struggled with on-time delivery in its various regions in 
the past, the company has demonstrated that it takes appropriate steps to meet customer 
expectations. Moreover, Commission intervention is unnecessary because SBC is motivated to 
minimize late service delivery by potential revenue losses and its voluntarily tariffed remedies.16 
+ SBCs data indicates it consistently performs at competitive levels for on time delivery. As 
elsewhere, JCIG provides no evidence to support its allegations of damaging or discriminatory 
behavior. In order to address the alleged problem, JCIG must clearly define it by stating where 
and when it is happening. JCIG dismisses the cooperative nature of provisioning by making 
vague allegations of unethical behavior. 
JCIG alleges that the ILECs' data regarding CNR is unbelievable because employees miscode 
completions yet JClG has presented no evidence that ILECs systematically abuse the CNR 
process. In fact, CNR is one of many codes that field personnel use to identify the causes of a 
service delay and SBCs Methods and Procedures (M&Ps) clearly outline the criteria for when it is 
appropriate to code an order as CNR, as well as details of how to document the occurrence 
Service personnel are supervised, monitored and appraised for accuracy and compliance with the 
M&Ps. In addition. SBC has driven extensive cooperative efforts with its customers to reduce 
CNRs and maintain the integrity of the CNR process. SBC provisioning data reflects that in 2001 
26% (YTD 2002: 21%) of access orders were delayed due to the Carrier or their customer not 
being ready/available on SBC's FOC due date. High volumes of CNRs significantly increase ILEC 
management challenges and staffing requirements, and therefore its on-time performance. 
CNRs require the same or greater effort as any other order, since ILECs must do rework by 
handling an order multiple times. ILECs should and do consider CNRs as appointments met by 
the ILEC. SBC considers itself on-time when the company has expended the effort and cost to 
meet the customer's originally requested due date, but the customer is not ready. 

See Summary of Special Access Service Assurance guarantees, Attachment C. 16 
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Provisionins: JIP-SA-5 DAYS LATE 

JCIG's position: 
JClG proposes a 3.0 day days-late standard. 
"there is no guarantee that the facilities will be installed the next day or even the next week 
after such a miss." 
"Competitors have no assurance that the ILEC will assign a past-due circuit the same priority 
as other circuits ..." 

SBC's position: 
+ JCIGs proposal of a 3-day late standard is arbitrary and confusing. In SBC's experience, the 
customer's expectation is zero days late yet they understand that delays occur (and expect them 
to happen infrequently and remedied quickly). As mentioned in the CNR response SBC expends 
time and money in meeting customer due date requests, where in a percentage of cases the 
customer is not ready to utilize a provided facility. These delays are not unusual and in many 
cases customers have valid reasons, such as building delays, for not being in a position to accept 
service. SBC does not seek to bill customers for stranded investment because we recognize that 
most customers are under the same pressure to put service into production for revenue and 
customer satisfaction reasons that SBC is operating under. SBC's policy is that every day late 
causes lost revenue and ties up valuable facilities. Missed appointment orders are given priority, 
in that they are rescheduled quickly. In cases of delay, either customer or company caused, SBC 
works with the customer to communicate and resolve delays and their causes. SBC makes 
every effort to communicate revised due dates when that becomes necessary. Adopting a 
standard "days late" interval makes no sense because the reasons for delay vary widely. For 
example, fixing a defective aerial pair takes far less time than coring under the railroad tracks to 
place a new section of cable. In most cases, SBC does not find out there will be a delay until the 
installation process begins, for example: 

-Equipment was ordered but did not ship 
-Equipment did not work 
-Bad cable pair 
-No facilities - even though the records show facilities exist 
-Additional construction required 

+ SBC measures past-due circuits (see JIP-SA-7), which accomplishes the same end, but does 
not prepare standard days late reports. In its reports, SBC also does not specify days late due to 
lack of facilities. 
+ JClG alleges that ILECs are derelict in giving priority to past due circuits. SBC reschedules 
missed orders as a regular practice and does so as quickly as circumstances allow. CLECs and 
lXCs are significant customers whose satisfaction is a significant concern to SBC. As with the 
CLEC or IXC, every day an installation is late increases customer dissatisfaction and costs SBC in 
lost, not just delayed, revenue and in the tariffed remedy (SBC waives up to the full NRC for 
missed due dates). JCIGs proposal lacks data to demonstrate that this measurement will 
significantly improve any provider's ability to improve upon delayed implementation. 
+ 
incomplete without mention of the ongoing and essential cooperative planning between carriers. 
SBC is responsible for providing service across one-third of the nation and relies on trend analysis 
and carrier forecasting to predict facility placement and capital spending. Holding SBC liable for 
facility unavailability implies that it has unlimited capital to anticipate all service demand, an 
unreasonable assumption even in strong economic circumstances much less in the weak 
environment of 2002. 

Last, a discussion of missed due dates and their relationship to facility availability is 
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Provisionina: JIP-SA-6 AVERAGE INTERVALS - REQUESTEDlOFFEREDl INSTALLATION 

JCIG's position: 
9 JClG proposes that ILECs report on desired due date, committed due date and installation 

date in order to ensure that the three dates are the same. 
JClG alleges service delivery has deteriorated over time. ILECs do not provide reports for this 
metric, so the magnitude of an alleged provisioning interval increase cannot be measured. 
"data points required to produce this measure exist in the ILEC orderinglprovisioning 
system.. . "  

SBC's position: 
+ SBC strives for continuous improvement in service quality and its customers expect nothing 
less. Where possible, SBC meets the re uested due date on both the FOC and in provisioning. 
+ SBC publishes its standard intervals and accommodates customers who request intervals 
greater than standard. SBC does not have a limit of how far out an IXC or CLEC can request a 
date. 
+ SBC also provides a DSO-DS1 expedite process to allow for shorter intervals where possible. 
When possible, SBC shortens intervals as a means of improving customer satisfaction and 
increasing revenue. In some circumstances, such as unprecedented demand on somewhat static 
resources, SBC must lengthen intervals to maintain consistency and accuracy. In these 
situations, customers have stated they prefer consistent performance against somewhat longer 
standard intervals over incredible intervals which would likely be missed. 
+ 
in separate ordering and provisioning systems and compiling the measurement data for S A 4  
would require significant effort to modify systems to enable SBC to compile this data. JClG has 
not shown that CLECs themselves could not capture this data, since they know the due date they 
requested, the committed date returned to them, and the date of installation. 

% 

SBC does not measure these items in this manner today. The data that JClG calls for resides 

See SBC 13-State Interval Guide, Attachment D. I7 
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Provisioninq: JIP-SA-7 PAST DUE CIRCUITS 

JCIG's position: 

SBC's position: 

+ JCIGs proposed standard is arbitrary; JClG has not demonstrated why this particular level of 
performance must be monitored and enforced as a means of ensuring competition and non- 
discriminatory performance. SBC measures past-due circuits by customer and company causes 
and works cooperatively with customers to improve overall performance. However, in operational 
discussions, SBC's customers have prioritized on time delivery over the analysis of delay causes. 
In plain language, SBCs customers don't care why SBC is late; its customers only want to hear 
that SBC has remedied the problem. 
+ SBC suffers competitive penalties if it performs poorly, including loss of revenue, potentially 
tens of millions of dollars in tariffed performance penalties, lost future business, and damaged 
reputation. 
+ SBC's policy is that every day late causes lost revenue and ties up valuable facilities. 
+ SBC provides information to its customers as needed regarding root causes of delayed 
provisioning. But SBC does not measureltrack past-due for lack of facilities and does not provide 
the detail as specified by JCIG. 
+ In addition, this measure is redundant to JIP-SA-5 (Days Late). 

JClG proposes that no more than 3% of delayed provisioning be more than 5 days late for 
ILEC reasons. 
ILECs incur no penalty and suffers no business consequences for poor performance. 
"ILECs have no incentive to prioritize completion of missed circuits". 
"It is critical that competitors have a means of monitoring uncompleted orders" 

SBC Critique of JCIG Special Access Proposal August 15,2002 Page 12 



Provisioninq: JIP-SA-8 NEW INSTALLATION TROUBLE REPORT RATE 

JCIG's position: 

SBC's position: 
SBC voluntarily reports installation failure to its customers." 
t JCIG's 1% standard for this measure is unfounded and unrealistic. Before insisting on this 
measure and its proposed standard, JClG must demonstrate they are necessary to provide 
"reasonable" performance. In fact, JClG has not shown that any carrier (including JCIG's own 
members), anywhere, at any time has met its proposed standard. 
t 
experiencing trouble, down by roughly 30% from SBC's peak, as new people were added to the 
workforce and trained and as process problems were identified. SBC has set up and maintains a 
universally accessible system to pinpoint the responsible internal and external party for any orders 
in past-due status. . 
t Initiatives are in place to drive the average even lower. Technicians are individually measured 
on "Right the First Time", which effects their compensation and training. 
t SBC's customers have not expressed dissatisfaction with SBC's performance. 

JClG proposes a standard of less than or equal to 1% trouble reports within 30 days of 
installation. 
New installation troubles are not infrequent. 

SBC's average performance has steadily improved to less than 5% of new circuits 

SBC makes standardized customer-specific reports available on critical performance items (such as OTD, 18 

Right the First Time, Repair Frequency, Repair Restoral) to 69 special access customers. 
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Maintenance and Repair General Business Rules or Exclusions 

JCIG's Position: 

SBC's Position: 
t SBC assumes that JCIG means SBC's wholesale customers when it refers to 'competitors'. 
SBC agrees that any measure of the provider's maintenance and repair should exclude trouble 
reports that result from conditions beyond the provider's control. 
The time associated with "Found O K  and "Test OK' should not be counted against any 
measurement of a provider's Failure Frequency (FF) as these codes indicate that the trouble was 
not found in the provider's network unreasonably inflates the Failure Frequency (FF). This is 
particularly true in light of the high volumes of TOK & FOK ticket closures typically generated by 
customers. In 2001, 56% of reports initiated by access customers were not found in SBC's 
network. NTF in 2002 YTD is running at 54%. 
t 
caused by factors beyond the provider's network. 

Troubles caused by 'competitors', CPE or other customer caused troubles are excluded 
"Found OK' and "Test O K  trouble codes are included. 
Administrative and informational trouble codes are also excluded. 

JCIG's position on FOWTOK codes contradicts its earlier support for not measuring troubles 
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JIP-SA-9 FAILURE RATE 

JCIG's position: 
JClG proposes less than 10% of circuits fail on an annual basis. 
"At a 10% annual failure rate and a two-hour Mean Time to Repair Rate per ticket for DSI, the 
JClG proposal will enable a network availability of 99.998%." 
End-user customers expect and require that circuits will rarely fail. 
Competitors are liable to pay penalties whenever there is a problem with a circuit. 

SBC's position: 
+ SBC's wholesale and retail customers both expect low failure rates and expeditious 
restoration of service. SBC designs its circuits to industry standards with the intent of the highest 
reliability. SBC monitors circuits to identify failing and failed circuits, some of which may be caused 
by events beyond SBC's control, and often takes steps to restore service before the customer has 
discovered the problem. Where the carrier does identify the problem, SBC trouble reporting 
process is designed to efficiently receive the report, identify the source of the trouble and restore 
service. JClG would impose an average 0.83% monthly Failure Rate (lO.Ooh annual), while at the 
same time including numerous inappropriate data items that make the baseless and arbitrary 
standard unachievable. Annualizing the results in the fashion proposed will not yield meaningful or 
statistically valid results. 
+ Based on input from its customers, SBC has targeted failure frequency as one of its top three 
operational priorities and its diligence is proven by its performance. SBC's Failure Frequency, on a 
monthly basis, is consistently below 3% for DSI and below 1.5% for DS3. JClG proposes a 
national regulatory solution to a problem that does not exist, imposing burden without benefit. If 
JClG has data to support performance that warrants regulatory oversight, it has not provided it. In 
addition, JClG links failure frequency, average outage (Mean Time to Restore or MTTR), 
muddying the point of this measure. 
+ Like the 'competitors', SBC is liable to pay penalties whenever there is a probk9m of notable 
duration. SBC's voluntary remedies are sufficient motivation to reduce failure rate and further 
regulatory oversight could not motivate SBC any further than it already is. 
+ JClG has not shown that its own members meet the performance standards they propose. 

l9 See Summary of Special Access Service Assurance guarantees, Attachment C. 

SBC Critique of JCIG Special Access Proposal August 15,2002 Page 15 



JIP-SA-10 MEAN TIME TO RESTORE (MTTR) 

JCIG's position: 
JClG proposes that DSO and OS1 service be restored within two hours on average and DS3 
service be restored within one hour on average. 
JClG proposes to measure out of service conditions that exceed 24 hours. 
JClG proposes a diagnostic measure for FOK/TOK because "the increase in the use of such 
codes is likely to lower overall MTTR and may reflect an attempt to makes actual 
performance." 

SBC's position: 
t SBC targets MTTR as one of its three operational priorities. Over the last year, SBC has 
steadily improved DSO and OS1 MTTR to below four hours and improved DS3 MTTR to below 
two hours on average. While SBC and its customers continue to seek improvement to these 
numbers, SBC's customers have not indicated that they believe figures such as JClG proposes 
are reasonable operational targets. JClG has not demonstrated that the standards it proposes are 
reasonable or that they have been attained by any provider. 
+ SBC currently tracks and reports MTTR to its customers. Both MVP and general tariffs apply 
significant remedy adjustments for trouble reports. 
t SBC does not measure 00s >24 for special access services. Customers expect MTTR to be 
measured in smaller increments, consequently SBC measures in these smaller increments. 
Special access out of service tickets that take more than 24 hours are almost always due to 
extremely unusual circumstances. 
t The proposed separate FOWTOK diagnostic sub-measure is an unnecessary reporting 
burden. JCIGs argument is unfounded and abusive. Cooperative testing is a normal part of 
customer service. 
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JIP-SA-11 REPEAT TROUBLE REPORT RATE 

JCIG’s position: 
JClG proposes a performance standards of repeat failure on less than 6% for DSO and DSI 
and less than 3% for DS3 and above. 

SBC’s position: 
+ SBC’s average repeat failure rate for DSO and DS1 is below 20%, and for DS3 around 10%. 
SBC is strongly motivated by its tariffed remedies to reduce all service failures, including repeats. 
JClG again has produced no data to show that its proposed standards are reasonable or that any 
of the JClG members who also provide special access services could meet them. 
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SBC Critique Of The JCIG Measures 

Process Flows 

ATTACHMENT B 



Service Order flow through Operating Systems 

The service order is typed into SORDlEXACT 
SALES 

(MKTG, BSC, CSC, efcJ 

1 ST TIER distribution is generated and 
“header” information is created in 

SALES- AC TIRKS 
ASC Act- S 

I This distribution is also sent to LFACS 
h LFACS 

SWlTCH 

MARCH 

where it will query for a metallic (copper) 
Cable Pair(s) and for Office Equipment 
O.E. if circuit will have Dial Tone. 
Repeatered metallic (copper) facilities and 
Optical facilities are inventoried in TIRKS 
and LFACS is simply a pass-thru. 

LFACS will query SWITCH for an O.E. 
(as required) or simply match serving 
address to Serving Terminal and provide 
Cable Pair(s) as required 

SWITCH information (as required) will be 
sent to MARCH so that “recent change” 
programming for voice switching equip- 
ment (C.O.) can be programmed or 
updated 



Service Order flow through Operating Systems 

SWITCH will provide O.E. information to 
LFACS which will pass it to SORD/EXACT 

SORDIEXACT will match information 
and perform 2nd tier distribution of Service 
Order with facility (Cable Pair) assignments 



Service Order flow through Operating Systems 

CPC, HPC (AIT) /DESIGN SALES 
(mn, BSC, csc, etcJ 

2nd tier distribution will be 
delivered to any required SORD/EXACT 
printers in the network and to WFA-DO 

It will print at the printers and post a record 
in WFA-DO which will await a response & 
match from WFA-C for Outside Technician 

dispatch 

SALES- ACC 
ASC ICs- Svc 

SSDAC 

W R C a  CENTRAL OFFICES 



Service Order flow through Operating Systems 

CPC, HPC (AIz)/DESIGN 
SALES 

WKTG, BSC, CSC, etc.1 - _ _ _  

with 1st tier information in TIRKS and a WORD 

The WORD document will post to the PlCS 



Service Order flow through Operating Systems 

nd sent to WFA-DI 



Service Order flow through Operating Systems 

CPC, HPC (AIT)/DESIGN SALES 
INFORMATION SERVICES (IS) WTG, BSC. CSC, stcJ 

FLEXR, NMA or 0 to program/map the 

desired operation 





Service Order flow through Operating Systems 

And these are 
not all of the 
systems--just 

the major ones-- 



Critical Date & Service Order posting & completion through Operating Systems 
CPC, HPC (AIT)/DESIGN 

SA1 F9 

FACS I ,-I ASSIGNMENT 

-. 
WrO, BSC, CSC, stcJ INFORMATION SERVICES (IS) 

SALES- ACCESS 
ASC k c e n .  sw. c- 

TIRKS then, downloads ALL completed DDs to the 
SORDlEXACT systems in a “batch” update during 

off-hours. That will complete the service order in 
SORDlEXACT so that billing may begin. SORDl 
EXACT then downloads billing records to CRlS or 

CABS databases so that billing records can be 
maintained and billing will begin. 

And fhaf, very simply, 
is 

S.S. I6M-DOG (AIV 
lOrnl0EJ 

,/ 



Southwestern Bell Telephone 
272 (e) (l), VI1 
Ordering Flow 

Customer faxes or mails 
b ASR to assigned ASC 

Note: The following diagram illustrates the process that initiates the flow of Access Service Requests (ASRs) from the customer, into the EXACT database, through to 
the SORD system. This flow also includes each method used by the customers to transmit ASRs, error checkpoints, and databases used within the process. 

ASC representativdclerk 
receives and distributes ASR to 

appmpcate Service 
b Service Representaive manually __ 

e n m  the ASR into EXACT 
Represetative 

Customer enters ASR 
throuah BDS-Telis within the ASR? 

c- 
The ASR is rejected back to the 

carrier and not loaded into 
EXACT. The ASR # is 

received back in real time 
indicating the fatal m r .  

ASR 

PACK File 

N O  

Y 
Yes 

I 

along with an explanation of the 
rejection in an ACK file 

( k c o r &  received, hecords 
loaded, #records rejected & 

/ 

Prepared by 

Reviewed by 
E 



Southwestern Bell Telephone 
272 (e) (l), VI1 
Ordering Flow 

EIW Processes ASR 
automatically I 

NO 

t i 

the assigned ASR in Service Representative ID, and 

EXACT initiates 
verification in CABS, - 

PREMISE, and TIRKS 
databases availability of Service 

CABS information TIFKS 

Yes 
1 

The ASR returns to the Service Representative calls 
the customer to inform them 

of errors 

I , 
NOTEI: Perfomance Measure #3 information is pulled from EXACT and placed into the DSS system. The PM reporring information is queried from DSS. 
NOTEZ: MWA i s  a module within EXACT. 
I I 

E 



, 
No 

Service Representative (SR) 
calls the account team and 

requests confirmation form. 
For AT&T the SR advises the 
carrier to contact the AT to 

complete the CF 

Service Representative 
requests NSS facility check 

for DS3 or greater 

Southwestern Bell Telephone 
272 (e) (l), VI1 
Ordering Flow 

Service Representative is 
responsible for follow up 

until c o n h a t i o n  and NSS 
facility check requests have 

been completed 

Yes 

L 
Facilities Positive confirmation is I 

received and NSS facilitv "..":3"LL., ASR order issued based on 
interval responded check form is r e m e d  

No 
I 

Special funding approval 
requested from account 
team to find alternative 

facilities 

E 
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Southwestern Bell Telephone 
272 (e) (I), VI1 

Provisioning Flow 
Note: The following diagram illustrates the flow a Service Order from SORD, through T I N S  for the circuit design, to WFA for field work coordination. The flow also includes 
error checkpoints and databases used during processing. 

SOAC controls the flow 
based on the order 'ype and 

coding 

WORD document 
sent to WFA-C for 

field work coordination 

The PCF Module within 

the critical dates of the 
Service Order. 

TIRKS Communication 

service order for TIRKS 
--* Module (TCM) formats the --* TIRKS wll route and track - TIRKS populates and ~wz 

issues a WORD document 

DSO, DDS orders 
I 

Facilities are assigned to 
DDS and DSO orders 

through FACS 

PM # I  SORD 
transmits completion notice information 

from SORD to SOAC 

t 
I 1 

batch orden for billing - 
tes CuStOmer records 

Completed batch orders are 
transmitted back to SORD 

from TIRKS for completion 

WORD document sent to 
Technicians new work on + The work order is closed WFA-Dl to dispatch work + 

and updated in WFA-DI for Central Office if 

The Central Office 

WFA-D1 terminal and 
necessary complete work 1 

A 

The Field Technicians use 
ULTRA to remotely access 

WFA-DO, receive work 
assignments, and complete 

work 

WORD document sent to 
WA-DO to dispatch field 

work at the customer 
premise if necessary 

The completed work orders 
are sent to WFA-C for 

update and dateltime stamp r" 
The Field Technicians close 

ULTRA and transmits back 

Customer receiues 
I I confirmation of completion 

via ACTS 

Completed work order 
transmitted to TIFKS; timei 

date stamp updated 

1 
\ 

NOTE4 The CDDD information for Performance Measure #I  is pulled fmm SORD and placed inm SPORT. The SPORT information is placed into ASKME. lo addition the aehlal completion date is pulled from 
WFA-C for PM #I and placed directly into ASKME using CQS. The information is matched within ASKME and repond fmm ASKME. 
NOTES: The Performance Measure #2 information is extracted from WFA-C and placed into the ASKME database via a flat file. The PM #2 repon is calculated and created fmm the ASKME database. 
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Southwestern Bell Telephone 
272 (e) (I), VI1 

Maintenance 81 Repair Flow 

Testing Technician sends 
notice of completion to 

customer electronically via completion for final user testing. ticket in WFA-C EB through a telephone call 

The Testing Technician 
Testing Technician reviews 

circuit end-to-end to ensure 

A h  initial testing the 
work done and tests the ~ Testing Technician will 

interact with the customer repair? closeslnpdates the trouble 

Y J I 

No 

Testing technician performs 
further end-to-end circuit 
testing to ensure that fault 

does not lie with SBC 

L 
,/ ,/ P",;:" 

information ,/ from WFA-C 

NOTE6: The information for Performance Measure #5 and #7 is pushed from WFA-C to the ASKME database on a monthly basis. The information will be queried within the ASKME 
database and calculated. The results are placed in an Excel spreadsheet. If further calculations are needed they will be performed in the Excel spreadsheet. The report is generated from 
EXCEL and sent to Judy Eclestone. 
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Ameritech 
272 (e) (l), VI11 
Ordering Flow 

Note: The following diagram illustrates the process that initiates the flow of Access Service Requests (ASRs) from the customer, into the EXACT database, through to 
the PBSI system. This flow also includes each method used by the customers to transmit AS%, error checkpoints, and databases used within the process. 

Yes 

The ASR is rejected back to 
the carrier and not loaded 
into Exchange Access & 

Control Tracking (EXACT) 
interface system 

I ASCAssiment I - 

I Representative receives 
faxes and manually enters 

the ASR into EXACT 

Customer fnxes 
ASR to assigned ASC -ASR- 

information 

EXACT 

ASR is loaded into the 

Mechanized Work 
Assignment (MWA) system 

Prepared by 

Reviewed by 
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Ameritech 
272 (e) (l), VI11 
Ordering Flow 

of wnfirmation form 
been received from 

Senice Representative calls 
the account team and 

requests confirmation form 

Account team faxes or 
emails confirmation to 
Senice Representative 

1 

A 

ASR sent to Translator of 
USOCs and FIDs (TUF) 

TUF matches the NC code 
mth the correct USOC and 

FID 

1 
Service Rqresentahve 

visually validates the semce 
order through EXACT 

Service order released to 
PBSI for edit checks 

ASR is sent to the Servlce 
Order Generator (SOG) to 

create the PBSI order 

NO+ - - 
t 

E 

Service Representative 
completes and transmits 
Firm Order Confirmation 

(FOC) to the customer 

Service Order is released to 
Service Order Analysis and 

Control (SOAC) 

Yes 

pass the PBSI 
edits? 

1 
No 

~ 

Service Representative mus 
resolve the problems based 

on the error codes and a 
PBSI reference guide 
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Ameritech 
272 (e) (l), VI11 

Provisioning Flow 

Q Yes 

Testing Technician in IXC 
creates a ticket for a cable 
technician to fix the cable 

- 

Cable tech contacts Testing 
Technician at IXC once 

repair is complete 

Date in jeopardy of Cable tech goes to premise 
to repair the cable 

"7 
Testing Tech at IXC will 
enter a "JEP" code on the 

work order in 
WFA-C 

I Cable technicianin I 
Dispatch Center contacts 

Construction and 
Engineering to build new 

facilities 

Engineering Construction installs and new - Dispatcbt;nte;+tches ~ I 
facilities and contacts the 

Dispatch Center 

field technician to complete 

Testing Technician tests the 
circuit through WFA-C and 
re-sends the ticket to WFA- 

DO to dispatch the field 
technician 

~ 

-- 
I I I I I I 



Ameriteeh 
272 (e) (l), VI11 

Provisioning Flow 

Y f i l  
transmits completion notice 

t" saac 

Bonding receive Completed batch orders are CABS customer records 
transmitted back to PBSI updated 

h m  TIRKS for completion 

Completed work order 4 Testing Technician testing will the K;;z;>yesj closeslupdates The Testing Technician the trouble ~ 4 transmitted to TIRKS to 
change status to complete; 
timddate stamp updated ticket in W A - C  contact the customer for 

final user testing. 

information 
from W A - C  

The Central Office 
Technician closes the ticket 
in WA-DI andor the Field 
Technician close the ticket 

in WFA-DO 

Testing technician performs 
further end-to-end circuit 
testing to ensure that fault 

does not lie with SBC 

E 



.- 2 
5 a 
0 
5 

W 



A 



Ameritech 
272 (e) (l), VI11 

Maintenance and  Repair 

Q Yes 

to repair the cable 
Field Technician contacts 
the Control Office in the 

IXC 

Testing Technician in IXC 
creates a ticket for a cable 
technician to fix the cable 

-------r . 
Cable tech contacts Testing 

Technician at iXC once 
repair is complete 

Cable technician in 
Dispatch Center contacts 

Construction and 
Engineering to build new 

facilities 

Yes - 
Testing Tech at IXC will 
enter a "EP" code on the 

work order in 
WFA-C 

1 Testing Technician tests the 1 
re-sends the ticket to WFA- 

I technician I 

Dispatch Center dispatches 
field technician to complete Engineering installs new f facilities Consrmctionand Dispatch and contacts Center the J theorder I' 

ii 



Ameritech 
272 (e) (l), VI11 

Maintenance and Repair 

After initial testing the 
Testing Technician Will 
contact the customer for 

final user testing. 

The Testing Technician 
closeslnpdates the trouble 

ticket in WFA-C 

NOTE 4: The information for Performance Measure #5 and #7 1s retrieved from WFA-C using OQS. The report 1s generated from OQS and sent to Judy Ecclestone using File Transfer 
Protocol (FTP). 

Testing technician performs 
further end-to-end circuit 
testing to ensure that fault 

does not lie with SBC 

E 

The Centml Office 
Technician closes the ticket 
in WFA-DI and/or the Field 
Technician close the ticket PM #5 and PM 

in WFA-DO #7 information 
from WFA-C 



Pacific Bell Process Flow 
272(e)(l), VI11 
Ordering Flow 

Note: The following diagram illustrates the process that initiates the flow of Access S e M c e  Requests (ASRs) from the customer, into the CESAR database, through to the SORD system. This flow also 
includes each method used by the customers to transmit AS&, error checkpoints, and databases used within the process. 

ASRs are checked for EROIS 
(i.e. no PON, NC Code does 

not match NCI Code) by 
CESAR Online while 
information is entered 

Customer entm ASR 
through CESAR Online within the ASR? No 

ere Fatal Errors Were Soft Errors 
detected within the No. 

Files containing ASRs are 
checked for Fatal and Soft 

errors by CESAR when 
received from Carrier 

CESAR verifies billing info 
in CABS (if disconnect 

order), addresses in 
ASR is loaded into the 

---* CESAR database in a batch 

Yes Yes 
1 1 T 

LACK File 
is loaded into CESAR lithe m r  

cannot be corrcned, the ASR is omt 
back to the cusfomer for correction. 

ASC representative enters 
the ASR into CESAR 

Customer faxes or mails 

E 

0 encounter an 

error7 

I 
Yes 
t 

The Service Representative 
will call the customer if an 

error is encountered with the 
ASR 

Prepared by 

Reviewed by 



A representative will 
distribute the ASRs to the 

next available Senice 
Representative. 

Service Representative 

screen within CESAR. 
+views ASRs via the SMART 

The Service Representative 
will complete the 

information within ASOG if 
necessary 

ASOG 
I 

Service Representative calls the 
customer or uses the memo 

emr or correction. The SR a n  -:::::::::::::;-I ask for a supplement (sup) or 

If errors are 
can the 

ervice Representativ 
correct them? 

NO page in CESAR to note the s u p v  The Service Representative 
--* validates the information on 

the ASR in CESAR 

screens. 

1 accept verbal corrections 1 

and confirm the completion. 

L 

Billing information Physical locafion 
CFA wtified L e s -  

The SO in error will be 
placed in Proof. The SO 

appears in the Service 
Representative's SMART 

screen in CAESAR 

After the Service Order has 
been completed. ASOG will 
load the Service Order into 

SORD for provisioning. SORD 
will perform Edit Checks 

I 
Corrects 

4 5  
determines the cause of the 
error and corrects in ASOG 

Service Order in SORD 

Service Representative must 
resolve the errors based on 

the error d e s  and a SORD 
reference guide 

1 The Service Representative I 1 AiierbnildingtheService I 1 I I 

I Service order released to 
S O D  for edit checks t. Order in SORD the Service 

Representative will 
complete the Service Order 

will manually build the 
Service Order in SORD 
through specific ASR 
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Pacific Bell Process Flow 
272(e)(l), VI11 

Provisioning Flow 

SOAC interacts with FACS 
for local loop facilities 

request for DSO and DDS 
orders and TIRKS for DSI 

TIRKS Communication 

service order for TIRKS 

d 
the order? document 

I and above I 
I 

MLAC contacts 
Construction and 

Engineering 

DSO, DDS 1 

Construction and 
Engineering installs new 

facilities 

hansmit to Mechanized 
Loop Assignment Center 

(MLAC) for loop facilities 
request 

A 
Facilities are assigned by 

facilities? MLAC using FACS and 
posted in SOAC 

TIRKS notifies AMOS and 
AMOS assigns to a designer 
based on return d e s  from 

TIRKS 

CPC must resolve the 
problems based on the error ! d e s  

Circuit is manually designed 
in AMOS or design is 
corrected in PCFlow 

Design is loaded into 
TIRKS and TIRKS 

completes the WORD 
document 



W 



A 



d I 



Pacific Bell Process Flow 
272(e)(1), VI11 

Maintenance and Repair Flow 

Customer will contact 
Maintenance Center tc 

mwTt trouble Trouble ticket is The Interconnection 
Maintenance Center downloaded into the 

(ICMC) representative + Testing Center (WFA-C 
will enter the Trouble generates trouble ticket 

- 
usulmer will transmit 

trouble rqep0rt.s thmugh Ticket into WFA-C number) 

Note: The following diagram illustrates the process for the reporting and repairing of trouble tickets received from customers. The flow includes the testing process, repair process, 
and the process of labeling recurring trouble tickets. 

Trouble ticket routed by 

Technician to WFA-DI or 

ATAS (Auto Test Access 
System) auto-tests the 

---* circuit to search for the 
trouble 

source of trouble? 

I 
Trouble Ticket sent to 

workload in WFA-C for 
Testing Technicians in 

the Maintenance Control 
Office (MCO) 

WFA-DO as necessary v. 
Testing Technician tests 

circuit to locate the 
source of the trouble 

@ 

E 

The Central Office 

order on WFA-DI 
terminal 

CO Technician yes. + Technicians view work 

CO Technicians complete 
the repair and contact the - 
Testing Technician at the 

MCO 

The Testing Technician 

ensure completion final user testing. 

Field Technicians will 

contact the Testing 
Technician at the MCO 

Field Technicians view 
work assignments in 
WFA-DO via TAN 

After initial testing the 

No 
A 



Network Technicians in CO 
Yes' place "JEP" code on order 

Testing Tech at MCO views 
JEP on order and calls C.O. ' 

in WFA-DI technician 

<:r=i Yes 

Network Tech works to 
complete the work order 

Testing Technician in MCO 
creates a cable ticket in 

LMOS for the Mass Market 
Cable Maintenance group 

Field Technician contacts 
the Maintenance Control 

L , 

Cable tech contacts Testing 
Technician at MCO once 

repair is complete 

Testing Technician tests the 
circuit through WFA-C and 
closes the ticket in LMOS 

Yes 

Testing Tech at MCO Will 
enter a "JEP" code on the 

work order in 
WFA-C 

PCO dispatches field 
technician to complete the Engineering installs new 

facilities and contacts the 

PCO contacts Construction 
and Engineering to build 

new facilities c o n s ~ ~ a n d  order 

E 
I I 1 I 1 



Pacific Bell Process Flow 
272(e)(1), VI11 

Maintenance and Repair Flow 

The Testing Technician 

ticket in WFA-C 
closedupdates the trouble - 

customers on Electronic 

The CO Technician closes 
the ticket in WFA-DI and/or 
the Field Technician closes 
the ticket in TAN, which 

updates WFA-DO 

NOTE: Performance Measure #S and #7 information is extracted from WFA-C. The data is placed intc an Access Database. The PM results are based off an SQL query of this data. 
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Southern New England Telephone 
272 (e) (l), VI11 
Ordering Flow 

Note: The following diagram illustrates the process that initiates the flow of Access Service Requests (ASRs) from the customer, into the EXACT database, through to 
the SONAR system. This flow also includes each method used by the customers to transmit ASRs, error checkpoints, and databases used within the process. 
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-ACKFile 
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b Service Representaive manually ASR customer fanes or mails 
ASR to assigned ASC e n m  the ASR into EXACT 

system I 
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Southern New England Telephone 
272 (e) (l), VI1 
Ordering Flow 

Senice Representative 

The Service Representative 
contacts the customer and 

notifies of the new due date 

ASR sent Io Translator of 
USOCs and FlDs (TLIF) 

matches the NC code with 
the CorrecI USOC and FID 

NO - ' 

*- 
Service Representative 

visually validates the service 
order in SONAR at the 

beginning of every hour. 

ASR is sent to the Service 
Order Generator (SOG) to 
create the SONAR order 

Service order released to 
SONAR for e&t checks LN.- 

Service Representative will 
send FOC manually or EIW 

will transmit the FOC 
automatically 

Dces the SO 
pass the SONAR 

edits? 

No 

Service Representative must 
resolve the problems based 

on the error codes and a 
SONAR reference guide 
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Southern New England Telephone 
272 (e) (l), VI1 

Provisioning Flow 

Note: The following diagram illustrates the flow a Service Order from SONAR, through TIRKS for the circuit design, to WFA for field work coordination. The flow also 
includes error checkpoints and databases used during processing. 

TIRKS populates the WORD 
document with cnticd 

information obtained thmugh 

The PCF Module within 
N~. TIRKS will route and hack 4 
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Southern New England Telephone 
272 (e) (l), VI1 

Maintenance and Repair 

Note: The following diagram illustrates the process for the reporting and repairing of trouble tickets received from customers. The flow includes the testing process, repair process, 
and the process of labeling recurring trouble tickets. 
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Southern New England Telephone 
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Maintenance and Repair 

Testing Technician reviews 
work done and tests the 

circuit end-to-end to ensure 
completion 

Testing Technician notifies 
the customer of the repair 

completion 

~ 
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Service Assurance Plans 
2092 

Ameritech FCC #2 Section 2.4.4 
Credit Allowance for Service Interruptions 

PacBell FCC # I  Section 2.4.4 
Maintenance Commitment Program 

Southwestern Bell FCC #73 Section 2.5.6, 2.5.1 
Credit Allowance for Service InterruptiondSAWS 

PROVISIONING SUMMARY 
1 Description 

Description 
A service is interrupted when it becomes unusable to the customer because 
of a failure of a Telephone Company facility component used to furnish 
service under this tariff, or in the event that the protective wntrols 
applied by the Telephone Company result in the complete loss of Service 
by the customer. The customer shall be credited for an interruption that 
exceeds the duration parameter threshold. Typical credits are a portion or 
all of one month’s worth of Monthly Recurring Charges for the service 
interrupted. 

IAmeritech FCC #2 Section 7.4.15 I I 

Ameritech FCC #2 Section 7.4.16 
DS-0 On-time Installation 
DS-O Service Restoration 
DS-1 On-time Installation 
DS-1 Service Restoration 

Installation Interval Guarantee 

PacBell FCC # I  Section 2.4.5 
Provisioning Commitment Program 

Descridion 
AEPAP provides an on-time installation, installation interval, and service 
restoration assurance program to customers who purchase DS-0 and non- 
channelized DS-1 services. Should the service parameters not be met, credits 
will be given based upon percentage points below the service parameters. 
The cap on the amount of credit given per year is SIOM. No credits were 
earned for installation intervals in 2001. This plan is applicable only in the 
AIT region. In 2002, Network incurs 50% of the liability for the credits. 

A failure to meet the installation date for the Special and Switched Access 
services will result in a customer credit. Non-Recurring installation 
charges billed to the customer for the service are refunded in AIT, SWBT 
and PB. 

I Southwestern Bell FCC #73 Section 2.5.5 
Missed Installation on Confirmed Due Date 

MAYAGED VALLE I’LAK (?l\’P) SERVICE LE\’EI. ACKEEMESTS (SLA) SI:MMARI’ 

Ameritech Credits 
PacBell Credits 
Southwestern Bell Credits 

Description 
A discount credit of 1% for the customer’s annual MARC may be applied 
in the event the Telephone Company does not achieve it’s pre-determined 
targets for quality of service throughout the term of the MVP Agreement. 
The parameters include On-Time Provisioning, Failure Frequency, and Time 
to Restore. Should the Telephone Company fail Level 1 parameters, an 
additional 1% Level 2 credit will be given in the fourth year of the contract. 
For some carriers, that will take place in the Fall of 2003. Level 2 credits apply 
only to DS-1 circuits, and apply only should Level 1 parameters not be met. 
SLA credits apply only to customers under MVP contract. The credits are 
accrued for monthly, but credited on the customer’s annual contract date. 



SBC Cntique Of The JClG Measures Summary of Sewice Guarantees ATTACHMENT C 

PENALTY CALCULATIONS 

PROVISIONING PENALTTES 

IAIT/PB/SWB Full refund of all installation non-recurring charges if installation io late. I 
MAINTENANCE PENALTIES 

A I T  DSls and DS3s: 100% ofMonthly Recurring Charge is credited for every Rate Zone 1.2.3 Sewice with an 
outa~e > 1 minute. 

111440th ofthe recurring charges shall be refunded Cor each 30 minute period ofoutage C 4 Hours. 
Fixed Credit Schedule shall apply for each outage greater than > 4 Hours (Credits ace roughly 1 12 Monlhly Rate) 
Fiber Advantage Service outages are credited with 100% ofMonthly Recurring Charge 

DSls and DS3r: 111440th ofthe recumng charges shall be refunded for each 30 minute petiod ofoutage < 2 Hours 
DSls and DS3r: 50% of Monthly Recurring Charges shall apply Cor each outage > 2 Hours 

P B  

SWB: 

MVP SERVICE LEVEL AGREEMENTS (SLA) PARAMETERS (LEVEL 2) 

, , ,  -1 
Y R 3 4 5  55.30% 18.60% 62.10% 

AMERJTECH ENHANCED PERFORMANCE ASSURANCE PROGRAM (AEPAP) PARAMETERS 

PROVISIONING 
SCHEDULE OF INSTALLATION DUE DATE CREDITS 

POINT POINTS 
BELOW BELOW 
TARGET TARGET 

DSO 
DS1 30.00 

INSTALLATION TARGETS 

95% 1 95% 

MAINTENANCE 
SCHEDULE OF SERVICE RESTORATION CREDITS SERVICE RESTORATION STANDARDS 

1st aod 2nd % Add'l % 
POMT POINTS 
BELOW BELOW 
TARGET TARGET 

DSO 
DSI 22.50 S 

DSO 70% within 3 Hovn 
DSI 75% within 3 Hours 
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SBC Critique of JClG Special Access Proposal ATTACHMENT D 

1. GENERAL INFORMATION 

This document provides installation intervals and guidelines for SBC's Special Access, 
Private Line and Switched Access Services. This guide is not intended to conflict with 
any tariffs of the referenced companies, and in the event of any conflict the tariffs will 
govern. These Services are described in greater detail in the Federal and State tariffs 
for the following SBC companies: Ameritech, Nevada Bell, Pacific Bell, Southwestern 
Bell and Southern New England Bell. The intervals are effective as of May 18, 2002. 
The following are general installation interval guidelines: 

The interval for any Services or service quantities not specified in the intervals 
outlined in this document must be negotiated. 

The intervals listed will apply to all customer requests or order requests for service to 
the same location with common facility type, interface group, and/or Feature Group 
that carry the same Desired Due Date. 

All intervals listed in the Interval Guide refer to business days 

The customer must be available and the site must be accessible for testing for the 
due date to be met. 

In the event of an act of God, such as earthquake, fire, flood, tornado, etc., or a 
labor dispute that results in a work stoppage, the specified intervals will not apply. 

SBC reserves the right to waive, modify or abandon any or all of the terms or 
intervals specified in this Guide at any time, without prior notice, with such action to 
be accomplished via a supplement to this Guide, or in any manner as it determines 
to be reasonable under the circumstances. 

SBC's issuance of this Guide does not create any contractual or other independent 
legal obligation upon SBC to adhere to the intervals specified herein. However, 
SBC's failure to meet these intervals may entitle the customer to certain rights under 
the applicable tariff or interconnection agreement. 

2. STANDARD INSTALLATION INTERVALS 

Effective May 18, 2002, SBC will establish standard installation intervals for Analog, 
DSO & DSI Private Line and Special Access Services. 

DSO Two-Poin 
1-12 circuits 1 10 Business I 10 Business 

I days I days 
13+ circuits I Negotiated I Negotiated 

n Intervals 
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SBC Critique of JClG Special Access Proposal ATTACHMENT D 

3-6 circuits 

7+ circuits 

DSO Multi-Point 
10 Business 10 Business 10 Business 10 Business days 
days days days 
Negotiated Negotiated I Negotiated Negotiated 

DSI Installation Intervals 
I Circuits I SWBT 1 PBINB" 1 *SNW I A17 

DSI 
1-4 circuits 
5+ circuits I Negotiated I Negotiated I Negotiated 1 Negotiated 

I 5 Business days I 7 Business days I 9 Business days I 7 Business days 

Note: The intervals listed above do not amlv to anv Services associated with wireless cell sites. 
Switched Access Feature Groups, multi-iEd orders or unbundled services. *Note: For DSI 
services in SN€T the standard intervals only apply where facilities exist. *Note: For DSI 
services in SN€T/NB a standard interval begins after a facility check is completed. 

3. EXPEDITES OF INSTALLATION INTERVAL 

If a customer desires that service be provided on a due date less than the standard 
interval, the customer may request that service be provided as an expedited service 
interval. A customer may also request an earlier service date on negotiated interval 
orders. 

If upon reviewing availability of equipment, facilities and schedule workload, the 
Telephone Company agrees to provide service on an expedited basis and customer 
accepts this proposal, an Expedite Order Charge will apply. 

4. PRODUCT DESCRIPTION 

Product descriptions can be found in the following tariff pages for Switched and Special 
Access Services. 

Ameritech Operating Companies 

Switched Access Services - Tariff F.C.C. No. 2 Section 6.2 

Special Access Services -Tariff F.C.C. No2 Section 7.2.9 

Nevada Bell Telephone Company 

Switched Access Services - Tariff F.C.C No. 1 Section 6.2 

Special Access Services - Tariff F.C.C No. 1 Section 7.1.2 

Pacific Bell Telephone Company 

Switched Access Services -Tariff F.C.C No. 1 Section 6.2 



SBC Critique of JClG Special Access Proposal ATTACHMENT D 

Special Access Services - Tariff F.C.C No. 1 Section 7.2, 

The Southern New England Telephone Company 

Switched Access Services - Tariff F.C.C No. 6.1.2 

Special Access Services - Tariff F.C.C No. 39 Section 7.12.1 

Southwestern Telephone Company 

Switched Access Services -Tariff F.C.C No. 73 Section 6.2 

Special Access Services - Tariff F.C.C No. 73 Section 7.3.1 & 20.1 

5. NEGOTIATED INTERVAL 

The Telephone Company will negotiate a service date interval with the customer when: 

There is no standard interval for the service, or 

The quantity of Access Services ordered exceeds the quantities specified 

The customer requests a service date beyond the applicable standard interval 
service date. 

SBC will offer a service date based on the type and quantity of Access Services the 
customer has requested. The negotiated interval may not exceed by more than six 
months the standard interval service date, or, when there is no standard interval, the 
Telephone Company offered service date. 

6. FIRM ORDER CONFIRMATION 

The Firm Order Confirmation (FOC) notification, and the information contained in 
Section 6, is for customers who place Switched Access or Special Access orders via the 
ASR process. 

The ASC Service Center will provide the customer with a (FOC) within the time frames 
listed below. The FOC process will be included in the overall offered interval for the 
service. The FOC will be issued to the customer verbally (Broadcast Services), 
electronically or manually, at the discretion of the ASC. It will include pertinent 
information relating to the customer's order, e.g., circuit number and order number, plus 
the following critical dates: 

Application Date (APP) - The APP day is considered day zero when calculating 
intervals. 

Design Layout Report Date (DLR) - The date the DLR will be issued to the customer 
for applicable services. When the customer wants to review the DLR, additional 
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SBC Critique of JClG Special Access Proposal ATTACHMENT D 

DSO Services 2.3, 4.8, 9.6, 19.2 and 56, 64 KBPS 

ANALOG digital Service 2.3,4.8, 9.6 and 56 KBPS 

days will be added to the Standard Interval, depending on the customer's response 
time after receipt of the DLR. 

Note: DLRs are only provided on Switched Access and Special Access orders, 
they are not available on Private Line orders. 

Plant Test Date (PTD) -The date testing will be performed with the customer. 

Plant Test Date (PTD +1) -The date call through testing and request for AMA is 
requested. (Switched Access) 

Date Due (DD) -The date the access service requested by the service center will be 
provided. 

Upon receipt of a complete and accurate ASR, the telephone company will release the 
FOC to the customer within the following schedule where services are applicable (one 
day is defined as 24 hours): 

1 day 

1 day 

FOC Intervals- New Install /Change Reauests 

DS1 Services, 128, 256 and 384 (Span in Place) 

DS1 Services 128,256 and 384 (No Span in Place) 

Metallic, Telegraph Grade and Direct Analog Service 1 day 
(including Design Dedicated Access Lines) 1-1 2 Circuits 

1 day 

1 day 

I Non-Design Dedicated Access Lines I 1 day I 
=Metallic, Telegraph Grade and Direct Analog Service I 1 day I 

I DS3 Services I3days I 
I Feature Group A I 1 day I 
F G G r o u p B , C ,  and D 
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Special Access 

Feature Group A 

FOC Intervals- Disconnects 

1 day 

1 day 

ATTACHMENT D 

I Feature Group B, C, D I3days I 
I Analog Access I 1 day I 
I Digital Access I 1 day I 

Note: The FOC Intervals confirm the telephone company has received the Application 
and finds that initial factors appear to show that it can meet the request for service. This 
does not include the due date, which will be negotiated. 

7. DISCONNECTS 

If the customer requests a disconnect and wishes to stop billing immediately for service, 
the telephone company will establish an effective billing cease date no sooner than the 
date the ASR or customer request is received. This applies to all services except 
Dedicated Access Lines (WATS DALs) in the Ameritech (AIT) region. 

Dedicated Access Lines in AIT will require a minimum of two days to disable service and 
stop billing after receipt of an ASR. Actual physical disconnect of services may or may 
not take place at the time the billing stops, but it will take place on or before the 
disconnect interval. The effective billing cease date and the expected physical 
disconnect will both be recorded on the Firm Order Confirmation. 

AMERITECH INSTALLATION INTERVALS 
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SBC Critique of JClG Special Access Proposal 

8. Special Access and Private Line 

ATTACHMENT D 

A. Dedicated Analog (The intervals apply to the following services 
Metallic Service, Telegraph Grade Service, Direct Analog 
Service, Channel Services- Series 1000 through 9000, Local 
Area Data Channel, Dedicated Access Line Service, Video 
Service and Wideband Analog Service) 

B. Ameritech Base Rate 

Two-Point 1-12 circuits 

13+ circuits 

Multipoint 3-6 circuits 

7+ circuits 

C. Ameritech DSI 1-4 circuits 

5+ circuits 

D. Ameritech DS3 and Protect Path DS3 

1 circuit (facilities available) 

2+ circuits (or any circuit quantity, no facilities available) 

E. Ameritech OC-N 

I+ circuit 

F. SONET Xpress 

I+ circuit 

G. Dedicated Access Line (WATS DAL) (*see note below) 

Non-Designed, Same Central Office 

1-13 Lines 

14+ Lines 

InterceptlReferral 

Designed 

~ 

10 business days 

10 business days 

Neg ./Project 

10 business days 

Neg ./Project 

7 business days 

Neg ./Project 

15 business days 

Neg ./Project 

Neg./Project 

Neg ./Project 

10 business days 

Neg ./Project 

7 business days 
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13+ Lines 

IntercepUReferral 

I 

Neg ./Project 

7 business days 

1-12 Lines 1 12 business days 

H. Disconnects (All Services) 

1-24 circuits 

25+ circuits 

1. Inside Moves (All Services) 

7 business days 

Neg./Project 

Same as new service 

*Note 1: Letter (G): The Non-Designed, same Central Office interval applies if the DAL 
is within the WATS serving office, an NC code of SE is requested and DLR provisioning 
is waived by the customer. Should a customer desire a DLR, the intervals described 
under "Designed" apply. 
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Ameritech Switched Access 

ATTACHMENT D 

A. Voice Grade Entrance Facility 

1-12 circuits 

13+ circuits 

B. LT-1 Entrance Facility 

1-4 circuits 

5+ circuits 

C. Feature Group A 

1-6 Lines 

7-12 Lines 

13+ Lines 

InterceptlReferral 

D. Feature Group B, C, D 
Analog 

1-48 Trunks (*) 

49+ Trunks 

SS7 Conversions 

1-48 Trunks (*) 

E. Digital Feature Group D- New Existing SS7, 64ccc, or MF to 

49-96 Trunks (*) 

97+ Trunks 

F. New Trunk Groups to Tandem 

G. 500 and 900 NXX Access Codes 

1-4 NXX Codes 

5-9 NXX Codes 

1 O+ NXX Codes 

10 business days 

Nea./Proiect 

7 business days 

Neg ./Project 

8 business days 

10 business days 

Neg./Project 

7 business days 

14 business days 

Neg./Project 

14 business days 

15 business days 

Neg ./Project 

Neg ./Project 

20 business days 

30 business days 

Neg./Project 

-1 0- 



SBC Critique of JClG Special Access Proposal ATTACHMENT D 

H. Inside Moves (All Services) 

1. Disconnect 
Feature Group A 

1-24 Lines 

Same as New Service 

7 business days 

25+ Lines 

Feature Group B,C,D 

1-48 Trunks 

NegJProject 

10 business days 

49+ Trunks 

1 to 5 CIC codes being opened by an individual carrier I 30 business days 

Neg ./Project 

Open a CIC code region wide 

Open a CIC code statewide 

Open a CIC code for an entire LATA 

*Notes: 1) Due dates must be negotiated for new tandem trunk groups to 
accommodate the required translation changes in the end offices subtending 
the tandem. 

2) The standard intervals for digital service apply only when entrance facilities 
are in place from the interexhange carrier to the serving wire center with spare 
capacity to activate carrier systems to meet demand. 

3) Local Transport Restructure (LTR) intervals will be driven by the associated 
trunks ordered. The associated digital facility will carry a due date three (3) 
days prior to the due date of the trunks. 

*Any size Trunk Group involving re-use of facilities is "Neg./Project 

30 business days 

30 business days 

30 business days 

NEVADA BELL INSTALLATION INTERVALS 

-11- 
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9. Nevada Bell Special Access and Private Line 

A. Dedicated Analog (The intervals apply to the following services 
Voice Grade Service, WATS Access Line Service and Video 
Service.) 

ATTACHMENT D 

10 business days 

Multipoint 3-6 circuits 

B. Digital Data Service 

Two-Point 1-12 circuits 

10 business days 

I 10 business days I 

C. High Capacity DSI 1-4 circuits 

5+ circuits 

(A standard interval begins after a facility check is completed.) 

13+ circuits I Neg./Project I 

7 business days 

Neg ./Project 

G. SONETRing 

H. Inside Moves (All Services) 

I 7+ circuits 1 NegJProject I 

Neg ./Project 

Same as new service 

1. Disconnects (All Services) 

1-24 circuits 

25+ circuits 

~ I D. DS3 High Capacity Service (where facilities are available) 

7 business days 

Neg ./Project 

I Neg./Project I 
I E. OC-I92 DSRS Services I NegJProject I 

~~ ~ I F. SONET Circuit Service I Neg./Project I 

Nevada Bell Switched Access 
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4. Voice Grade Entrance Facility 

1-12 circuits 

13+ circuits 

B. High Capacity DSI Entrance Facility (A standard interval begins 
after a facility check is completed.) 

1-4 circuits 

5+ circuits 

C. Feature Group A 

1-4 Lines 

5-8 Lines 

9-12 Lines 

13-1 6 Lines 

17-1 9 Lines 

20-24 Lines 
~~ 

D. Feature Group B,C,D (Establish or Augment Analog) 

1-12 Analog Trunks 

13-24 Analog Trunks 

25-36 Analog Trunks 

27-48 Analog Trunks 

Digital Trunks (Establish only) 

1-48 Digital Trunks 

49-96 Digital Trunks 

97-144 Digital Trunks 

145-192 Digital Trunks 

Digital Trunks (Augment only) 

1-48 Digital Trunks 

49-96 Digital Trunks 

97-144 Trunks 

145-192 Trunks 

10 business days 

Neg ./Project 

7 business days 

Neg ./Project 

11 business days 

13 business days 

14 business days 

16 business days 

19 business days 

20 business days 

35 business days 

43 business days 

49 business days 

54 business days 

30 business days 

32 business days 

34 business days 

40 business days 

16 business days 

19 business days 

23 business days 

27 business days 
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E. 500 and 900 NXX Access Codes 

1-4 NXX Codes 

5-9 NXX Codes 

1 O+ NXX Codes 

F. Inside Moves Feature Group B,C,D 

G. Disconnect Feature Group A 

1+ Lines 

I Disconnect Feature Group B, C,D 

1 + Trunks 

1 H. CIC CODES 

I Open a CIC code region wide 

Open a CIC code statewide 

Open a CIC code for an entire LATA 

I 1 to 5 CIC codes being opened by an individual carrier 

6 or more CIC codes opened by a carrier 

PACIFIC BELL INSTALLATION INTERVALS 

I O .  Pacific Bell Special Accessand Private Line 

A. Dedicated Analog (The intervals apply to the following services 
Metallic Service, Telegraph Grade Service, Voice Grade Service, 
WATS Access Line Service, Video Service and Wideband Analog 
Service) 

B. DSO Services (Wideband Data Service, Generic Digital Transport 
Service, Digital Data Service, Advanced Digital Network Service, 
Digital Data Over Voice Service) 

Two-Point 1-12 circuits 

13+ circuits 

Multipoint 3-6 circuits 

I 7+ circuits 

20 business days 

30 business days 

Neg ./Project 

Same as new service 

5 business days 

10 business days 

30 business days 

30 business days 

30 business days 

30 business days 

Negotiated due date 

10 business days 

10 business days 

Neg./Project 

10 business days 

Neg ./Project 

-14- 



SBC Critique of JClG Special Access Proposal 

1-4 circuits 

ATTACHMENT D 

7 business days 

C. DSI Services (Fiber Advantage DSI, High Capacity 1.544) 

5+ circuits 

D. Fiber Advantage DS3 Services (where facilities are available) 

E. OC-I92 DSRS 

F. SONET Circuit Service 

G. SONETRing 

Neg./Project 

Neg ./Project 

Neg ./Project 

Neg ./Project 

Neg ./Project 

H. Inside Moves (All Services) Same as new service 

1. Disconnects (All Services) I 
1-24 circuits 1 7 business days 

25+ circuits I Neg./Project 

Pacific Bell Switched Access 

A. Voice Grade Entrance Facility 

1-12 circuits 

13+ circuits 

B. Fiber Advantage DSI Entrance Facility 

1-4 circuits 

5+ circuits 

C. Feature Group A 

1-4 Lines 

5-8 Lines 

9-12 Lines 

13-16 Lines 

17-1 9 Lines 

20-24 Lines 

D. Feature Group B,C,D (Establish or Augment Analog) 

1-12 Analog Trunks 

10 business days 

Neg ./Project 

7 business days 

Neg ./Project 

11 business days 

13 business days 

14 business days 

16 business days 

19 business days 

20 business days 

35 business days 
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11. Southern New England Special Access and Private Line 

ATTACHMENT D 

A. Dedicated Analog (The intervals apply to the following services 
Voice Grade Service, WATS Access Line Service and Video 
Service) 

B. Digital Data Service 

Two-Point 1-12 circuits 

13+ circuits 

Multipoint 3-6 circuits 

7+ circuits 

C. High Capacity DSI 1-4 circuits 

5+ circuits 

(A standard interval begins after a facility check is completed.) 

D. High Capacity DS3 Services (where facilities are available) 

E. SONET SNET Network Services 

F. Inside Moves (All Services) 

G. Disconnects (All Services) 

1-24 circuits 

25+ circuits 

The Southern New England Switched Access Services 

10 business days 

10 business days 

Nea./Proiect 

10 business days 

Neg ./Project 

9 business days 

Neg./Project 

Neg ./Project 

Neg.lProject 

Same as new service 

7 business days 

Neg ./Project 

A. Voice Grade Entrance Facility 

1-12 circuits 1 9 business days 
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13+ circuits 

3. High Capacity DSI Entrance Facility (A standard interval begins 
after a facility check is completed.) 

1-4 circuits 

5+ circuits 

C. Feature Group A 

1-4 Lines 

5+ Lines 

D. Feature Group B,D 

Analog 

1-8 Trunks 

9+ Trunks 

Digital 

1-96 Trunks 

97+Trunks 

E. 500 and 900 NXX Access Codes 

1-4 NXX Codes 

5-9 NXX Codes 

1 O+ NXX Codes 

F. Inside Moves Feature A 

Loop or Design Change 

No Loop or Design Change 

1-4 Lines 

5+ Lines 

Inside Moves Feature Group B,D 

1-25 Trunks 

26+ Trunks 
~ 

G. Disconnects Feature Group B,D 

1-25 Trunks 

ATTACHMENT D 

Neg./Project 

9 business days 

Neg./Project 

9 business days 

Neg./Project 

28 business days 

Neg./Project 

20 business days 

Neg ./Project 

20 business days 

30 business days 

Neg./Project 

Same as new service 

5 business days 

Neg ./Project 

12 business days 

Neg ./Project 

12 business days 
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SBC Critique of JClG Special Access Proposal ATTACHMENT D 

Open a CIC code region wide 

Open a CIC code statewide 

I 26+ Trunks I Neg./Project I 

30 business days 

30 business days 

I H. All Other Services I Negotiated I 

1 to 5 CIC codes being opened by an individual carrier 

6 or more CIC codes opened by a carrier 

1 1 .  CICCodes I I 

30 business days 

Negotiated due date 

I Open a CIC code for an entire LATA I 30 business days I 

SOUTHWESTERN BELL INSTALLATION INTERVALS 

12. Southwestern Bell Special Access and Private Line 

A. Dedicated Analog (The intervals apply to the following services 
Metallic Service, Telegraph Grade Service, Voice Grade Service, 
WATS Access Line Service and Video Service, Channel Services 
Series 100 through 600, Local Area Data Channel, DovLink 
Services) 

B. DSO Digital (MegaLink Data Service, MegaLink Digital Service, 
MegaLink II) 

Two Point 1-12 circuits 

13+ circuits 

Multipoint 3-6 circuits 

7+ circuits 

C. DSI (MegaLink 1.5, MegaLink 111, High Capacity 1.544 MPBS) 

1-4 circuits 

5+ circuits 

D. DS3 (MegaLink Custom Services) (where facilities are available) 

1 circuit 

2+ circuit (or any circuit quantity, no facilities available) 

10 business days 

10 business days 

Neg./Project 

10 business days 

Neg ./Project 

5 business days 

Neg ./Project 

15 business days 

Neg./Project 
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SBC Critique of JClG Special Access Proposal 

E. STN Services 

F. ReliaNet Services 

G. Inside Moves (All Services) 

H. Disconnects (All Services) 

1-24 circuits 

25+ circuits 

Southwestern Bell Switched Access 

A. Voice Grade Entrance Facility 

1-12 circuits 

13+ circuits 

B. LT-1 Entrance Facility 

1-4 circuits 

5+ circuits 

C. Trunk orders 

D. 500 and 900 NXX Access Codes 

1-4 NXX Codes 

5-9 NXX Codes 

1 O+ NXX Codes 

E. Inside Moves 

F. Disconnect Feature Group A 

1-24 Lines 

25+ Lines 

Disconnect Feature Group B, D 

1-48 Trunks 

49+ Trunks 

ATTACHMENT D 

Neg ./Project 

Neg./Project 

Same as new service 

7 business days 

Neg./Proiect 

10 business days 

Neg ./Project 

5 business days 

Neg ./Project 

20 business days 

20 business days 

30 business days 

Neg ./Project 

TBD 

5 business days 

Neg ./Project 

5 business days 

Neg ./Project 
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SBC 

G. CICCodes 

Open a CIC code region wide 

Open a CIC code statewide 

Open a CIC code for an entire LATA 

1 to 5 CIC codes being opened by an individual carrier 

6 or more CIC codes opened by a carrier 

Critique of JClG Special Access Proposal 

30 business days 

30 business days 

30 business days 

30 business days 

Negotiated due date 

ATTACHMENT D 
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